
ORDER - 
BY the C O ~ n ? r l s G l O n :  

On February L3,  1986, South Aastiri  coalitior. Conrnunity 
Cocncil, "3rtheast  A u s t i n  Organiza t i cn ,  North'dest A u r t i n  CcunCil, 
ana Con.cerned citiz-9~ of Hcst G a r f i e l d  i"Canplainants"1 filed 
t h e i r  v e k i f i e d  corxpi:i-int with the I i l i n c i s  Commerce Ccnunission 
( "conmission")  agaicsc Csrnnccwealth Edison Company "Raspondent") 
compla5,ning c f  k e s p ~ r i d e a t ' ~  i n t e n t  to :Lose its office a t  5 0 5 9  
%est ?>I.k Street, CSicagc7, Iilincis i*Polk S t r e e t  Cffice"). 

C:: March > , 4 ,  1935, 3.espondent file3 a Eotion t o  Disniss in 
%ihich i t  argued t h a t  " s e r v i c e "  included onLy those a c t i v i . t i e s ,  
facilities, or apperatiis ;i,iysica.lly invorved i n  the  ~ r n v i s i ~ a  Of 
the  service f o r  which a d t i l i t y  i s  c e r t i f i c a t e d ;  thak ti?e 
d e c i s i o n  tc consolidate t h e  aperat,ions of t h e  P o l k  S t r e e t  a f f i c e  
uitb the  pera at ions of othi-r  o f f i c e s  is a business d e c i s i o n  not 
deman3Fng of Conmigsion revie'n; t h a t  t:?e t e a l t h ,  safety, and 
convenience c f  Respondent's customers w i l l  n o t  be ariverseiy 
affected by a conselidation aP the Polk Street  o f f i c e  with the  
other c f f i c e s ;  and t h a t  t h e  c ~ n ~ o l l d a t i c n  of .be o f f i c e  
oper&.ticns k-ill r e s u l t  i n  nore eccnomicai opereticcs which is  
c o n s i s t e n t  with d i r e c t i n n s  3f the Csnnission given earlier ir, 
other Commcr.wea1 th Eiii-Pon Company dockets. 

P u r s u a n t  to notice given in accordance w i t h  t h e  law and t h e  
rules and r e g u l a t i m s  of t>e Cahmission, the matter came on fer 
Cearing before a Euiy authorized Hearing Examiner of the 
Coxmission at it;s Chicago o f f i c e s  on March I?, 1986 .  
Cmp1ainanr.s and X e s p n d e n t  u a r e  represented by counsel. It wa: 
determined t h a t  a n t i 1  3 response to t h e  Norion to Dismiss had 
been made by Complsinants and t h e  Ccmaission-had r u l e d  upon t h e  
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% c t i o n ,  w 2at2 :equests/resgo~ses would. be e n t e r t a i r % d  by t h e  
p a r t i e s .  

complainant's re-szonse to the Motion to C i s n i s s  was f i l e d  or? 
April 2 ,  1 9 8 6  an3 srgue9 in p a r t  t h a t  the closing of t h e  P o l k  
Street will endanger t h e  s a f e t y  and h e a l t h  af  Respondent 's  
customers d u e  to the i nc reased  d i f f i c u l t y  i n  obtaining adequate 
c x t o m e r  service and w i l l  eubject  t h e  customers t o  the greate:  
possibility of 6 i s c o n n e c t i o n s :  that Respondent 's  Eai lure  t o  seek 
oc obtair, Commissian a p i z o v a l  Eor t h e  c losincj  of the Polk 
office v i o l a t e s  S e c t i o n  8-598 of The P c b l i c  U t i l i t i e s  Act 
("Act"), which requires C o a s i s s i o n  approval for abendonnent 0: 
discontinuance of seiuice:  that the clcslng of the o f f i c e  
v i o l a t e s  Sections 8-101 a n d  3-501 of  t h e  hci  w h i c l l  require  
u t i l i t i e s  t c  p r a v i d e  snch services a n d  f a c i l i t i e :  as w i l l  promote 
the s a f e t y ,  k c a l t h ,  comfort ,  and convenience of its patrons. 

m e  C ~ m i s s i t > r .  > x i  confe rence  on May 1 4 ,  1986, 2 e n i e d  t h e  
Moticn t~ 3i-Csi:ss nnc! ziso denied  the requests for oral ergUment 
maBe by the parties at the Mcrch 17 hearing,. 

Eeazings were rescme9 and tes t imody and evidence was 
Frerented by the p a r t i e s  on Hay 19, July 13,  August 22, and 
October 2 ,  1996. The record was marked "Heard and Taken' a t  the 
conclusion of the Bcrobar 2 h e a r i n g .  Pos t -he t r ing  briefs were 
f i l e d  by t n e  p a z t i e s  end a request for o:ai argument renewed by 
t h e  Complainants was granted. Or61 argument b e f c r e  the 
Comniseion, en -- banc, Look place on . Tne 
Examinet v s  P z p o s e d  order was sorved on all parties, and b r i e f s  
and exceptions, as file?, were considered h e r e i n .  

Complainants a r e  menhers of cctnrnunity u r g a n i z a t i m s ,  namely: 
South A u s t i n  C o a l i t i o n  Community Council, N o r t h e a s t  Austin 
Czganizatioa, Ncfthwest Austin Council, and Concrrned Citizens o: 
W e s t  G a r f i e l d .  Membership in t h e  named organizations is  
a p p r o x i c a t e l y  4,OOci  i n  the aggregate.  Complaiamts a l l e g e  t h 3 t  a 
substantial p o r t i o n  of the population served by the Polk S t r e e t  
office are low or  lower-niddle income families, m i n o r i t i e s ,  
non-Eng'ish spaaking, elderiy., or illiterate persons an6 
c o n s t i t u t e  a conr~,ilni:y e t  risk in regard to loss of business anc! 
community s e r v i c e s .  

Respondent o p e r a t e s  customer service offices at 5059 West 
P a l k  S t r e t f ,  the szrbject Q f f i c e ,  3500 Nor th  California Avenue 
[ "Nor ths ide  o f f i c e " ! ,  7601 South Lrlwndale Avenue ("Southside 
office") and 2.319 South. F i r s t  Avenue in Maywood, Z l l i n o i s .  
Responden.% al . lcgcs  t h a t  t h e  o f f i c e r  o the r  t h a n  t h e  Polk S t r e e t  
office are w i t h i n  ' r e l a t i v e l y  easy reazh o f  r e s i d e n t s  of the area  
wLi.hin Chicago Central. Respocdent f u r t h e r  alleges a 
stcni:icant s a v i n c e  w i l i  be acconpltshed by c o n s o l i d a t i o n  of a l l  
S f r V i C w S  a t  Polk S t r e e t  wich the operations of t h e  Ncrthside and 
Southside affices. 



, .  Pursgant S e c t i s n  200.650 uf t h e  ,:onmission's Rules $5 
F I ! : z - C t i c e ,  ~ ~ ~ ~ l ~ i ~ ~ ~ : s  callea f o u r  adverse  witaessas, t h e  f i r s t  
of ,,,box was ~ ~ b ~ ~ k  J. nar.ninq, v i ce -p res i&nt iDi  v i s i o n  Operations 
of ~ ~ ~ ~ ~ ~ d ~ ~ t .  13r. ~ a n n i n g  t e s t i f i e d  t h a t  t b e  Polk Stree'? o f f i z e  
has five departments, namely:  the operating Department - 

f o r  e n g i n e e r  in 3 I na in tenance ,  under  gr cun d r espons i b 9  e 
d i s t r i b u t i o n  system-s, s n b s t a t i o n  clFcrating pawer supply t o  t h e  
division d i s t r i b u t i o n  s y s t e a :  and t h e  records tEana?rlnent 
a s s o c i a t e d  w i t h  t h e s e  ac t iv i t ies ;  the C o m e r c i a 1  Area .. 
responsible f o r  all customer service, marke t ing  an2 metering 

The c m m e r c i a i  Area ' s  a c t i v i t i e s  i n c l u d e  telephone 
hili payment, credit, bill adjustment, sustomer cociac= 
administration, promotional activities, meter  i n s t a l l a t i o n  and 
testing activities. Fie 1ndustriZ.l Relat ions .department  maniges 
employee r e c o r b s ,  r3e nvdical d e p a r t a e n t ,  and  the fDcd s e r v i c e s  
a r e a ;  ~ i v i s i c n  services oversees  transpettation, s t o r e s ,  and 
bui i i j ins  service o p e r a t i o n s ;  and f i n a i l y ,  t h e  Cumnunity Affairs 
d e p r t m e n t  which mljaaqes a c t i v i t i e s  w i t h  c i v i c  groups  and 
governmental  o r g a n i z a t i o n s .  

Through examination, C m p l a i n a n t s '  introduced e response to a 
d a t a  request later admitted i n  ev idence  as Complainants '  E x h i b i t  
7 .  which p r o v l k d  a breakdown of in fo rma t ion  reqardtng the number 
of c m t o m e r s  u s i n g  erch of Respondent 's  f a c i l i t i e s  €or a 
partjcular customer service, i . ~ . ~  L i g h t  bulb transactions, check 
stub payments, cash stub payments, and  customer i n t e r v i e w .  This 
E x n i b i t  r e v e a l e d  that- i n  1965, t he re  were 323,250 mor& 
t I a n s a c t i o n s  a t  the Polk S t r e e t  o f f i c e  t h a n  a t  t h e  S o c t h s i d e  
office. ' Data were Sachered from t h e  yaars 1983 through 1985 and 
for t h e  first five months of 1986. Usage cf t h e  Polk S t r e e t  
ofEice has increased in all of t h e  four c a t e g a r i e s  each year and 
t h e  total ' t r a f f i c  has i n c r e a s e d  from 5 2 4 , 2 5 ?  i n  1983 to 598,81.4 
in 3985, ?tie las: full yea r  €or  which there are figures. IC t h e  
first five months of iYij6, t h e  ental v i s i t s  had reach& 249,212. 

Ccnplainants also ink-rodr?sed i n t o  ev idence  as E x h i b i t  8 ,  a 
mennrandcm Over  the  a igoature  of Mr. Manning n o t i f y i n g  ce r t a in  
eapluyeef of R.espondrnt of t h e i r  appointnent t o  a Chicaco 
D i v i s i o n  Consc l iSa t ion  f e a s i b i l i t y  t a s k  f o r c e .  The task f o r c e ' s  
~ v r p a 3 e S  will be  discussed i n  tte s u m a r i  zation of Respondent's 
d i r e c t  t a s t i i i cny  . 

Complainants next called Will iam J. Corsr'ack, Division 

Vice-presiaent/Centrnl Division, a n d  now r e s p o n s i b l e  f u r  b o t h  
cffices. A f law chart, entereC i n t o  evidence as Complainant's 
Exhibi t  9, was developed by the E i v i s i o n  manager of Projects 
showing the scheduled a c t i v i t i e s  f o r  t h e  comple t ion  uf 
COnStruCtiOn at t h e  Nor ths ide  o f f i c e  and t h e  nove of tb.e Polk 
S t r e e t  o f f i c e  t o  t h e  N c r t h s i d e  o f f i c e .  Moves had been ccinp!eted 
z o  t h e  No t ths i ee  o i f f c e  as e a r l y  as E.pri1 23, 1966. T h e  

, .  

Y i c c - p r e s i d e n t / C ~ i c a g o  North Division, foznezly 
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il?cu I:, Cherrr 

~ . ~ ~ ~ k ~ t i ~ ~  ~j fpa r tmen t  had beax moved 3s af A p L 1  2e an? personnel 
t h e r e i n  rel!uc:n<. p,e s k t e r  and. S t o r a g e  Restorat ion .  QeFartmenr 
was scheduied f o r  physical t r a n s f e r  on June 23, 1986 and as of the d a t e  of X r .  isrmack's testimony, July io, the ~cheeuled move 
11ad t a k e n  p l a c e .  Mr. Corrnack t e s t i f i e e  t h a t  the Enqineer lng  
Depar taent  was physically merged w i t h i n  t h e  Northside o f f i c e  an 
aay Operaticaal a n a l y s i s  was shown t o  5e scheduled  f C C  
p h l ~ s i c a l  xlerger in mid-1987 but personnel sere a l r e a d y  
in te rchanged  ?it:, t h e  Northside office.  There was further 
discussion of interoffice memoranda which i n d i c a t e d  t h a t  tasks 
and a c t i v i t i e s  were ongoing wi t ! ,  the i n t e n t  cf conpleting the 
c o n s o l i d a t i o n  procass cn schedule, t h a t  is, e s : r l y  1'337. CpOn 
examinat ion h y  Respcndent's counsel, Mr, Cornack i n d i c a t e d  t h z t  
t h e  portions of t h e  F o l k  S t r e e t  o f f i c e  which ha0 boon had 

5 ,  1966. 

noved 
caused no d e t r i m e n t a l  effect on the services ;;revi.ously provi8ed ~.~ 
t~ :he Polk Street office's clientele. 

john 2 .  sukclvski, A s s i s t a n t  Corporate  Vice-president Of 
XespondoRL and c h a i r  of the task f o r c e - f e a s i b i l i t y  s t u d y  
regarding t h e  closinq Gf t h e  Polk Street office, testified t h a t  
t h e  purposes of the task f c rce - - s tudy  a r e  contained i n ' a n  o i t t l i n e  
entered i n t o  evidence as Complainant's Exhibi t  13. Goals and 
c b j e c t i v c s  i n z i u d e d  d e t e r m i n a t i o n  of the Ferfornance  goals and 
resources  neesed over %he n e x t  five y e a r s  t o  provide reliable 
electric. sezvice in Chicago without Sacrificing the q u a l i t y  of 
s e r v i c e  provided before closing of t h e  Polk Street office. 

Ernest F. waynan, c o m m r z i a l  irianaqer at Beepondent'!:. 
s o a t h s i d e  s f f i c e ,  testified t h a t  he was apps in t ed  t o  a t a s k  f o r c e  
t o  s tudy  Customers' r.eeds. A customei  survey, adnittea into 
evidence  as Complainant " 5  Exi:iblt  15, was conducted at 
Respondent's offizes f o r  five weeks, from % y  15, 1986 to June  
L3, 1986, in order t o  assess cu$toners '  need& and to ieassu?e 
them that t h e  closing of the Polk S t r e e t  office would i n  no way 
diminish the q u a l i t y  of s e r v i c e  EOW px$*?ided. 

Cioser  examination r e v e a l e d  t h a t  t h e  survey was taken f o r  
p a r t s  of t w o  w e e k s  and rhree full weeks. The t a l l y  sheets were 
incorrectly ased and t h e  value of t h e  survey  was not imnmadiately 
mads a g p a r e r t  by t h e  t e s t imony .  Counsel f o r  Complainants 
explained tkst the resn i t s  i n d i c a t e d  t h a t  a higher percentage of 
c l i e n t s  of t h e  Polk Street office used the f a c i l i t y  for payment 
of t h e i r  bills than did at- t h e  other two of f i ces .  Further 
examination of Nr. Wayman r e v e a l c d  t h a t  P7.3%,  84.19, and 72% o f  
the cwtomers v i s i t e d  Respondent ' s  offices f o r  b i l l  payment a t  
t h e  Polk S t r e e t ,  Nor ths ide ,  and Southside offices, r e s p e c t i v e l y .  
This interpretation of t h e  data  was not disputed  by Respondent.. 

Nary Joknsan-Vo:pe, E%ecu t ive  Di sec to r  of t h e  Wortheast  
nustin GKg+nization, Roberta  McCzlleb, S e c r e t a r y  of  the Concerned 
Citizens of  West Garfield, t e n l a  Spann, Act ing  Director of the 
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~ f i t t h x e ~ t  P.c:rt in Coufici:,  irrr? Hobett Vendrasek, Zxecutive 
~ i ~ ~ ~ t o r  of t h e  south ? i s s t i n  Coalitiori Community Council 
(.SACCC") were next c a l l e d  a s  u i t n e s s e s  f o r  Complainants. The 
first three witnesses t a s t i f i e d  as to t h e  neighborhood bour.daries 
of t!leir r e s p e c t i v e  c r y a z i z c t i o n s ,  t h e  natiire of the  
n e i g h  borh cals ' cons t i tuenc ie .5  I t h e  2urposes of their 
organizatlonG, 2nd t h e i r  c r g a n i z a t i o n s '  i n t e r e s t s  i n  this case. 
All of t h e  groups serve  wes t - s ide  neighborhoods, serve low and 
l o u e r - ~ i s d l e  ir.ccme residents, and ece concerned with t h e  
improvement of cc3dirions i z  t h e i r  ccsmueities with p a r t i c u l a r  
e n p h ~ t t s  on t i o u s ~ . n g ,  crime prevent ion,  n u t r i t i o r . .  and ocer';Y. 
A l l  of t h e  groups have menkers who use the F o l k  S t r e e t  office. 

Nr. Von6iasrk t e s t i t l e d  as to h i s  education and exper ience  35 
a community ofganizec and his r e s p n s i b i l i t i e s  f o r  Overa l l  
administration cf sACCC i n c l u d i n g  planning, coard inat i cn ,  and 
direc*;ion of activities, specifically problems iri housing and 
u t i l i t i e s .  Ex. Vondrasek a1sc conducted a survey on use  o f  the  
P o l k  S t r e e t  o f f i c e .  The szrvey was conduct& in front of t h e  
P o l k  S t r e e t  d f i e e  entrance on June 24 and 25, 1986 ,  f o r  
forty-five niinulien each day. The survey i n d i z a t e d  t h a t  cuStomerS 
now using the Polk S t r e e t  office would have to t r a v e l  to t h e  
Souths ide  office 0: t h e  North i ide  office f o r  service, distances 
of nine miles and five miles,  respectively. 3cund t r i p . b y  car 
would t a k e  fron 45 CG 9 0  minut,es, depeneing / ~ n  t r a f f i c .  Travel 
on public t ransporta t ion  ~ i o u l d  r e q u i r e  trsnsferring and would 
take from 90 minutes  to two ead one-half 1 2 % )  n o u r s  round t r i p .  
Xr .  Vcndrasck a lso ,expresseC concern abcut t h e  s a f 6 t y  of t r a v e l  
by predo%ican t ly  b l r ck  residents of South Ailstin i n t o  
predominantly white area3 on the nort t l  or south s i d e s .  :-IP 
testified that increased  t r a v e l  time and expense wouid be a 
f ierdSbip  for many of t h e  lou-income csstomers who use t h e  Polk 
Street  office. Elr. Vnndrasek cons iders  it l i k e l y  t h a t  there  r i l l  
be increas2d numbers of discocnec t ions  from e l e c t r i c a l  service if 
c u s t m c r s  are  deprived o!: convenierrt access L O  a customer s e r v i c e  
office where they  can personzlly discuss and negotiate prcblemb 
ui . th  . t h e i r  bills. 

ComFlainanta concltided t h e i r  C i r e c t  case and s u b s e q w i c l y  
f i l e d  a ?%it ion to S t r i k e ,  a M c t i a n  to Compel, and a Hotion for 
Continoan,ce.  T h e  P o t i o n  for Continuance requested postpocement. 
@ E  t h e  presentation of Respondent's direct c a s e  on kugilst  2 2 ,  
1965 .  due to Respondent's f a i l u r e  to respond i n  a satisfactory 
manner to Complainants' T h i r d  Data Requrist. Compiainants a l s o  
filed a ifntion to S t r i k e  p a r t s  of Respondent's p r e i i l e d  d i r e c t  
testimony as i r r e 2 e v s n t  to conpla iaant  's assertion t h a t  
ahandoanent of the Polk Street office w i l l  an jus t ly  jeopardize  
t h e  Safety,  k a l t h ,  cOmfartr and eonveniecce of customers served  
hj. t h e  c . f f lCe .  Most of Respondent's d i r e c t  testimony c o c t a i n s  
assertions aboltt Respondent's austerity program 2nd its attempt 
tu reduce expenses. camplainant 's  c o n s i d e r  this testimony as 



irrelevant to the fsstie of .ujhether Res$ondent sought apprcval f o r  
the ahandonment of t h s  Polk S t r e e t  o f f i c e  a n l  irrelevant t h e  
effect on tke safety, health, comfort, and convent4nce 02 the 
~ " s t o ~ ; i e r s  s5rveG by the p91k SCreet o f f i c e .  In the a l . t eLnat ivc ,  
cosplainants is their Motion t a  Compel moved for complete ansuecs 
pertaining to the rasults of i t s  austerity program and its 
aztempts tc reliuce expenses. Finaily, s i n c a  t k a s e  matters were 
u n r e s o l v e d ,  Complainants moved f o r  a continuance u n t i l  such 
resoliit ion 5y s t r i k i n g  che testiaony al leqed to be irrelevant or 
compell.ing Res~ondent t o  respcnd to the data request. A3.1 
mstions denied by the Hearing Examiner in t h z  interests cf 
eariy resoluticn of the entire care, t h e  stated goal  of t h e  
parties and t h i s  Commission. Eaarings continued with t h a  
p r a s e n t a t i o n  of Respondent'& d i r e c t  case.  Cnmplaicants d e c l i n e d  
to Seek interlccutory revieu-  02 t h e  Exaniner's r u l i n q s .  

tc 

vere 

I n  Recpondent's d i r e c t  case,  Mr. ?far.nicg a g a i n  took che s t a n d  
and t e s t i f i e d  ahcut Respondezt ' s  a u s t e r i t y  progran, c program 
designed to recuce aperat ing  and maintenance i "0  S 3') budgets. 
Key prcvisions of t h e  proqram included zeco grcwth in 0 6 H 
b u d g e t s ,  no salary incrsases for upper and middle management, RO 
overtime pay far management persofinel, consolidation of division 
operations where feasible, a hir i : jg  freeze f u r  a l l  targaining 
unik and management positions, negotiations with labor Znions to 
stiauiate more efficient rork practizes, elimination of all 
formal canferences, and use of corcpany proper ty  for all regular 
intracompany meetings. The program was established l a r g e l y  as a 
result of the  recognition by bath the Commission and Reqondent 
t h a t  Respondent's expenses must be reduced. 

en cross-examination, Mr. Manning had not r t i i e d  upon any 
szudy or analysis oi the percentage of customers in l o w  income 
neighborhoods wno have FhOneS in t h e i r  homes, though Respondent 
is operating under the asssinpticn t h a t  reductions i n  frce-to-face 
contact w i t h  customrrs w i l i  be re;laced by t e l e p h o n i c  
cammunicatiocs. There was also no study or analysis of the 
eff icacy of the perfcrn2nce of pay agents in their dealings w i t h  
customers.  No comparative stcd.y  was done of  the paifornance of 
pay agerts as oppossd cc t h e  tellers in Respondent's offices. 
Mr. Manning aiso responde8 to inquiries ZbouC, a c u s t o m r  
x e l a t i o n s  survey which was uzdertaken to Eoteraine sustoxer 
impressions and a t r i t u d e s  af how Respondent performs ita s e r v i c e s  
since the customer is t h e  final arb icer  and the c~5tcmer's 
perception, right or wrcr.g, of how service is provided, is 
c r i t i c a l ,  

Respondent's second iritness, John C. Bukovski, A s s i s t a n t  
Vice-pres ident ,  testified that h e  w s s  appointed Chairman of the 
T a s k  Force to evaluate t h e  feasibility of consalieating division 
opcczltions in t h e  City of Chicago. The study was performed tc 
determino if division consolidation would c o n t r i b u t e  to an 
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overall effort b y  Respondent .to reduce expenses and improve 
*,perat ins  effici~ncy. The s t u d y  showed an averdlle annual savings 
oE $14,5 nillion would be realizad if t h e  three existing a i c a g o  
n i v i s i o n s  were conso l ide ted  in ro  two. It was determined that  t h e  
c o n s o l i d a t i o n  GiOUfd be r c c o m p l i s h d  over a ope a d  One-half year 
phase-in period and would r e q u i r e  a net cap i ta l  investment of 
less than $5 m i l l i o n ,  There i s  s c f f i c i e n t  unimproved space at 
t h e  Northside office to acconmodate the increased work force 
w h i l e  t h e r e  i s  no availahla 6pace €or expazsion a t  t h e  Polk 
S t r e e t  office. The task force deternined t h a t  transactions made 
by custoners in perscn a% the Polk S t r e e t  office could 5e mads 
more conven ient ly  by e i t h e r  m a i l ,  telephone, or through 
Respondent's a g e n t s ,  It was n o t  recommandfa hy t h e  task fotcc 
t h a t  the  Polk  S t r e e t  aftice be retained. An i n f o r n a t i o n a l  
program would be undPrtaken f o r  the castomers 3f more CCaLWIi@nr 
w e y s  to transact D u s i n e s s  w i t h  Respondent. P r o v i s i o n s  f o r  
increased t r a f f i c  W ~ U I C ?  be made at t h e  o ther  offices. 

Consideratian was 5 i v e n  to c l o s i n g  t h e  Northsido o f f i c e  and 
c o n s o l i d a t i n g  t h e  other two .  Due to the lack of expandable space  
a t  P o l k  Street, this was i m p r s c t i c a l .  Zn addition, selection of 
the  South and Northside offices provided better geoqraphical 
coverage. The w o r k  l o a d  w i l l  be distributed to the Northside and 
Southside offices i o  porticns of e i g h t y  percent ( 8 0 % )  and twenty 
p e r c e n t . ( 2 0 % ) ,  r e s p e c t i v e l y .  

Mr. Bukcrski also t e s t i f i e d  or. cross-exanination that ten 
percent ,(lOOi of its customers Come in to pay bills vhiie ninety 
percent (?Gel pay through ogonts  or by m a i l .  Xnforzatien may be 
acquired by telephone but there  was no information from Mr. 
E u k o w § k i  as  to the number o f  people s@rved by the Polk Street 
o f f i c e  who have telephones. Eowauer, Mr. B u k o w s k i  stated that 
t h e  l e v e l  of q u a l i t y  of service rpoc18 remain stable, according to 
t h e  task f o r c e  study, d e S F l t 8  t h e  closing of the  Polk Street .  
o f f i c e .  

ComplainanL's coucse l  then tx:ned t o  cross-examination o f  
this w i t n e s s  regarding e q e n s e  tedUct ion which would be brouqht 
about by closing khe  Polk S t r e a t  o f f i c e .  Mr. Bukowski testified 
that all customtfs, not just residential customers,  s h o u l B  €eel 
t h e  effects cf a decrease in expenses and expense reduction could 
forestall t h e  requirement 3 f  a rate increase r e q u e s t .  

Rmpondent indicates t h a t  t h e  r o U  Street office uill be 
sold, leased, or  mothballed S h o u l d  it receive Commission approval 
to close it, Mothballing is  the worst case scenario but disposal 
Of the  building does not appear to  h+ve entered into the 
c a l c u l a t i o n  of a $14.5 n i l l i o n  saving versus  5 5  million f o r  
preparation of t h e  North side o f f i c e .  

I 
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i n  prepicing- the S o u t h  arid Nort t t3 idc  o f f i c e s  f o r  t h e  
iscreased wcrkloaa,  khe task force attempted tg qcantify t h e  Mark 
o f  tk,e Polk S t r e e t  office by category. TeleFhonP: c a l l s  were 
e a s i l y  reaskzed, arrountina to 2 , 4 G O  c a l l a  per day.  SeVsnty-five 
Fercenr  ( 7 5 % )  of the calls will be a l l o c a t e d  to t h e  florthaide 
o f f i c e  arid twenty- f ive  percent  ( 2 5 % )  to t h e  S b u t h s l d e  office. In 
+ h a  a r e 2  of c r e d i t .  which involves f i e l d  personr:r?r it was n o t  as - _. - - - - - - - - - .. - . . 

to yT2an t i fy  custornec need. Sowever, it is known that  t h e  
Folk S t r e e t  oifice generates  f i f t y  percent ( 5 0 8 1  of t h e  f i e i d  
c-eeit work with t h e  Nortk an? Sockhside u f f i c e s  gnnsratin? 
twenty-three ~ e r c e n t  (23%) each. L c M y  personnel w i l l  decrease 
by only cne petson a t  t h e  Korthside o f f i c e  since t h e r e  will be a 
redistribution of icbby personnel Is vorkloar? rather  t h m  a n  
e l i m i n a t i o n  of it. 

A t  the f i n a l  hearing, subsesaent e o  r ece ip t  Of their p r e f i l e d  
testimony, Reapondent cros$-e.xamined t h a  t w o  r e b u t t a l  vitnesses 
presented b;r Complainants. The f i r s t ,  B e t t y  L. Will iams,  
A e s i s t a n t  C i r e c t u r  a: the  United Charities of Chicago and 
Director  of i t .6  Social Y ' l l i c y  Department, t c s r i f i e d  to ber 
education and expurience, b o t h  as a soc ia l  watker and as a 
witness before various legis lat i -+~e ccnmittees. The purpose of 
the test imony was stater2 to be c h e  rebut ta l  of statonents ana 
c o n c l u s i o n s  i n  the tes t imony of Messrs. Manning and Fjukowski 
r e g a r d i n g  the impact of the  closing of the Polk S t r e e t  office on 
r e s i d e n t s  of kne area, e s p e c i a l l y  low-income persons who r e l y  
upon the services provided by t h e  office, Respondent's v iews  of 
a stable l sve l  of quality of s e r v i c e  were viewed a s  u n r e a l i s t i c  
by Hs. X i l l i a m s .  

NS. William, using  1980 census dara testified t h a t  i n  t h e  
area  ef Chicaqo boundei by North Avenuer 39th Street, the  Chicago 
Rivet, and t h e  wes te rn  bouadsry of Chicago, 39 percent of persons 
over age 25 had no& completed the e i g h t h  grade, 31 p t c c n t  had 
incomes beiow t h e  Eederai poverty l e v e l ,  10 percent speak l i t t l e  
or  no Engl i sh ,  an3 seven percent ( 7 P l  are age s i x t y - f i v e  (65) or 
o -e r .  It i s  c s n s i d e r s d  t h a t  t h e s e  persons nec.j convenient_ access 
t o  customer service E a t i l l t i e s  m r e  than most cuftcners. LOW- 
and fired-income persrns  have l i t t i e  flexibility about how or 
When to spend t h e i r  l i m i t e d  rescxrces.  Elderly customers may be 
hard o f  hearing or have d i f f i c o l t y  w i t h  t h e i r  e y e s i g h t ,  making 
te lephone c s n v s r s a t i o 2 s  frustrating and unpzoductive. The 
i l l i t e r a t e  m y  not b e  ab le  to r e a d  t h e i r  b i l l s  or other notices 
and would be u n a b l e  to write down instruct ions  or canes. similar 
problems would be e n c o u n t e r e d  by thoso not fluent i n  E n g l i s h  ET 
Spanish.  Low-icccrne, i l l i t e r a t e ,  and e l d e t l y  persons therefore, 
perceive t h a t  they  2re more Likely t r ?  negot ia te  e f f e c t . i v e l y  i n  
person than ojrer t3e  t e l e p h o n e  and t o  a l a t q e  e x t e n t ,  this 
perceation i ~ i  wcll-founded. Of couzse,  in order ' t o  pay by m a i l ,  
e custcmer m u s t  haye a checking accaunt or pay t h e  required fee 
to purchase a nocey order. Por spec ia l  arrangements, s e r v i c e  by 
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naL1 is of no use t o  the C U . C ~ . O R ; ~ T .  13 addition, cars and g a s  
money nre a c t  r e a d i l y  a v a i l a b l e  t o  Sow-income customers. BUS 
f a r e  is 2 dza i r i  on e?trse, jocket manel', not to mention the faris 
nfcessary f o r  children Of child care  c o s t s .  The elderly an8 t h e  
d i s a b l e d  have difficulty traveling by bkis and endure t h e  danger 
of carrying cash over lon5 ~. l i s t a n c e s  on a t r i p  t h a t  takes 
approx ikate ly  two hours i-ouadt:ip. 

On crcss-exarninat ion,  MS. Williams had nct v i s i t e d  t h e  Polk. 
s t r e e t  office, but bared h e r  t e s t imony  an her f a m i l i a r i t y  w i t h  
the Westside from previous e x p e r i e n c e s  t h e r e .  N o  Study had been 
done 2s to whether or n o t  p u b l i c  pay phones 'were t y p i c a l l y  
damaged and whether their use involved some personal danger as 
testified on direct examina t ion .  T h e  languages o t h e r  t h a n  
Englask were surmised t o  be Polish, Vietnamese, and Span i sh ,  but 
t h e r e  i s  no hard evidence  of t h e  p e r c e c t a q e  of  persons unable t c  
t r a n s j e t  business ir, E n g l i s h  or Spanish, the languaces used by 
Respondent ' s  a e r s - n n e l .  Ms. Williams was c o n f i d e n t  t h a t  p o l i c e  
s t a t l e t i c a  wsuid bear  o u t  her testimony about t h e  lack of safety 
in t h e  suhject area.  

Complainant's second rebuttal w i t n e s s ,  Raymond E. Makul, is a 
principal of t h e  Mount AuSurne Group, a c o n s u l t i n g  f i r m  primarily 
concerned w i t h  energy issues. My. El.akill'3 e d u c a t i o n a l  t r a i n i n g  
encompasses engineering, b u s i n e s s  edministration, and l a w .  M r .  
N a k u l  had two major c r i i i c i s m ;  of certain conclusions in t h e  
testimcriy of Messrs. Naming arid Buaowoki, namely that Respondent 
identified only one ::?tion versus the s t a t u s  quo and t h a t  no  
ransiderat!on was g iven  to conSumeE preferences oc t o  the 
consequences of c l o s i n g  tbe P o l k  S t r e e t  office, Other options 
which coul5 and anauld have been e v a l u a t e d  i n c l u d e  c o n s o l i d a t i o n  
0:: the  t h r k e  u f f i c c s  i n t o  cne an8 separating a c t i v i t i e s  i n t o  
t h r e e  bases a t  o p e r a t i o n .  MS. Makul s u g g e s t e d  transfer oE 
eng inee r ing  and operations: activities from t h e  Northside office 
t o  the Polk S t r e e t  office or a transfer of marke t ing  frcm the 
Polk Street office t o  the S c t t h s i d e  offj-ce.  There could ba 
c o n s o l i s a t i o n  o f  similar operations without  t h e  proposed 5 0 , 0 0 0  
square  feet expansion of t h s  N o r t h s i d e  o f f i c e .  Any of t h e s e  
suggestions would main ta in  a c o r p o r a t e  p r e s m c e  in an 
econcFically d i sadvan taged  area. Mr. Hakul also p o i n t e d  s u t  t h a t  
p r o v i s i o n  of several a l t e r n a t i v e s  i n  s i t u a t i o n s  such as these is 
a normal business practice. 

Nr. Makui f u r t h e r  testified t h a t  customer service a c t i v i t i e s  
shoxld  be treated differently because customer service is 
d i f f e r e n t  f r m  most of  t h e  o t h e r  activities in which Respondent 
engages. CUStolrfS, for example,  are  Unconcerned wi th  t h e  
l o c a t i o n  of base o p e r a t i o n s  for engineering or c o n s t r u c t i o n .  
However, t h e  customer has a direct i n t e r e s t  i n  t h e  manner in 
which consllmfr services a r e  provided. Under the p r e s e n t  
proposal,  customers who prefer f a c e - t o - f a c e  encaunters will have 
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to t r a v e l .  mis cnnst . i tu tas  a zeaucticn in t h e  l e v a 1  of s e r v i c e .  
**The customer is s lways  r i g h i '  is trae whether vast is " r i g h t "  is 
r e a l i z y  o r  ~ , > . ? ~ : t c m e r ' s  perception c: r e d i t y .  The witness  
f u r t h e r  s t a t e d  t .hat i:: a rcapetitige bus iness ,  lack of CorpQrate 

i s  ~el:-tegulatQd. Under tbe  c i r cums tances  in t h e  
i n s t m t  ciisc, t h e  custarner has nc choice. 

Tlie use o f  t h e  Folk Street off ice  has i n c r e a s e d  i 4 . z 2 %  
between 1963 and 1985. I; is Cncongrdous, s ta tes  Mr. Makui, to 
cons ide r  c l c s i n g  the Pclk S t r e e t  o f f i c e  in the face o f  i t s  
l zcreaaed  use. ResponCent's rationale, i f  rxtra?alateZ, wouid 
indicate that. all its customer service f a c i l i t i e s  EhOUld Se 
closed i n  t h e  i n t e r e s t  of r a d u c e i  expenses .  

On c r s s - e x a m i n a t i o n ,  Hc. Nakul s t a t e d  t h a t  mas: of h i s  
t es t imony h a s  beer, for state agencies, approximately one-half the 
c a s e s  involved h i s  testimony in t h e  a reas  of rat:@ d e s i g n  ard COB2 
of serVi.ce. Respondent p o i n t e d  oat that a c t u a l l y  t h e r e  had been 
c o n s i d e r a t i o n  of a l t e r x t t v e  cptions, namely: c l o s f n g  either t ho  
SGUthside o f f i c e  or t h e  Nortnside office and main ta in ing  the  Polk 
S t r e e t  of2ices' statlis  quo. However, this was d c t e r r e d  by .the 
fact  that there ace no phyaical."expansion capabilities at t h e  
Polk Stree t  o f f i c e .  it YCS a l so  revealed t h a t  the b u l k  of 
savings will r e s u l t  from d o c r e a s e s . i n  personnel . '  NO s a v i n $ $  wilt 
result frpm possible alternative uses of t h e  vacated Polk Street 
building. 

H I .  Makul had no  i n f o r x a t i o n  9 5  op in ion  on whechcr s e p a r a t i o n  
of marketing, e n g i n e e r i n g ,  and r s n s t r u c t i o n  would r e s u l t  i n  
greater c o s t  and Inconvenience t o  Respondent's employees and 
u l t i m a t e l y  t o  Raspontent's customers. !?e paint.ed vut  however, 
that t r a v e l  wouid be no more i nconven ien t  fcr t h e  employees than 
f o r  R.+SPondent's tus l tmers.  A discussion of previous c los ings  of 
o f f i c e s  brought  Q U ~  t h a t  for t h s  customer,  distances 6hould he 
measured i n  travel tin*, net miles and t h a t  pQpUlatiCn @e,nsity is 
a f a c t o r  to be considere6 i n  t h e  p r o v i s i o n  of customer services. 
Rural and urban a r e a s  eannc t  ba compared in a d i s c u s s i o n  af t h e  
miles between ResponUent's business offices arid the resGl t s  o f  
rural off ice  chanses a r e  nont:ansferable t o  areas w i t h  d i f f e r e n t  
demcgrap3i.cr. 

Early on in this case,  t h e  i s s u e  azose of whether or not i 
business o f f i c e  i s  a service as defiaed by Tbe Public Util i t ies  
A c t .  T5e Commission maintains its opinion that Respondent 's  
business office is a service and that Complainants are  F t o p e r l y  
COnCernea by a u n i l e t s r a l  decision t o  withdraw t h i s  service f rom 
t h e i r  community. ?be Commission agrees with the opinion 
Complainants '  rebuttal w i t n e s s  Makui that Respondent 's  custom 
are  less l i k e l y  t o  be concerned wi th  t h e  locations of i n d u s t r i a l  
r e l a t i o n s ,  d i v i s i o r ,  services, comnunity a f f a i r s ,  and operating 
depar tments .  The Conncrciijl Depar tment ,  iloitreirer, which 
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encospasses b i l l  payment,  cree:t, b i l l  adiQstnent,  and costcmer 
c c n t a c t  asministration ;E of i:itmediette c c n i 4 ~ n  tu t h e  castme: 
who uses the business o f f i c e .  RespondEnt is to bc'comiended if 
expenses can be reduce6 by comoliaati.or. of certain of t h o s e  
s e r v i c e s  which d a  nuf have an inpact on t h e  day-io-day needs OF 
the s u b j e c t  comnunity, but  & r e d u c t i o n  i n  t h e ' q u a l i t y  of Service 
prcvided by Respondent t o  t h i s  com-unity is n o t  recommended by 
this Commisaion. The Commission interprets S e c t i o n  3-115 of the 
Act ,  which d e f i n e s  "service" in its broadest sense as inclusive 
of accomcaations af forded  customers and rejects  the l i m i t i t i a f i s  
p laced  by Respondent on the d e f i n i t i o n  of "service". 

In c a l c u i a t i n $ i  i t s  savings, Xespondent has not taken i n t o  
account t h e  use  of d i s p o s e 1  of t h e  building which  houses the P o l k  
Street of f l ce .  There bas been o n l y  l i m i t e d  discussion of its 
possible s a l e ,  l e a s e ,  or m o t h t a l l i n g .  ResponCent has also  
i n d i c a t e d  t h a t  it does n3t i n t e n 5  tu reduce t h e  quality of the 
service provided to complainants.  Since the P o l k  Street  office 
:.s u t i l i z e d  by its czs tmers  and since closure of the office w i l i  
r e5u l t  in inconvenieace to thass csezs, tne q u a l i t y  of sersice 
will indeed s u f f e r .  The c:asing of t h e  Polk S t r e e t  office w i l l  
be t o  the detr iment  of persons least a b l e  to  sustain t h e  loss o f  
personal  c m t a c t  With Respondent. A limited crew provide9  a t  t h e  
present adAress or a t  P proximate I c c a t i c n  could maintain 
custamei service while ailosring Respondent to r e a l i z e  savings by 
cansoiida'tion of other services ncz  perceived as essential a s  
d i r e c t  c o n t a c t  with Refipondent's customer s e r v i c e  porscnnel. The 
customer zervices  prcvided at t he  P o l k  Stree t  o f f i c e  shcula be 
c c c t i n u e d '  and Respondent shou ld  n o t  consolidate t h i s  part of 
their operat ion w i t h  the Norths ide  cr the Soethside off ice .  

The Commission, hsv ing  ccnsidered t h e  e n t i r e  record herein 
and being f u l l y  a d v i s e d  i n  the p:emiseo, is of the opinion and 
f irt85 that : 

(I1 Cdmonwoalth E C I S Q ~  Company, Respondent h e r e i n ,  i s  an 
Illinois carpo:stion ensaged i n  furnishiis electric 
serv ice  in the State of I l l i n o i s ,  as it is authorize6 to 
d o ,  and is a p a b l i c  u t i l i t y  w i t h i n  t b e  merning of 
S e c t i o n  3-135 o f  The Illinois P u b l i c  U t i l i t i e s  ~ c t ;  

( 2 )  t h e  Commission has jurisdiction of Respondent and of the 
s u b j e c t  iaatt.rr h e r e i n )  

( 3 )  ReSponBent maintains L business o f f i c a  a t  5059 West P o l k  
Street ,  rnicago, Iliinois; maintenance of this off ice  is  
a service as aef ined by The Public Utilities Act;  

< 4 )  Respoffsent  p r ~ p o r e s  to d i s c o n t i n u e  maintenance a€ t h e  
aforementioned Polk: S t r e e t  office; 
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(5) dissontinuance a t  curtamer service activities at the 

Polic S t r e e t  office xi11 work 5 h a r d s h i p  on t h e  customers 
whc u t i l i z e  this office f c r  bii? paynent, l i g h t  bulb 
se r <vice, bill adfustment, and Custcmer-Respondent 
ceqotiations; 

( 5 1  alternative l oca t ions  are faconveniently located for 
custoners presently u s i n g  the Polk S t r e e t  office and 
t e l e p h o n i c  and mail services  will not meet the needs of 
customers without telephones or without fuictional 
literhcy: 

( 7 )  Respondent should consolidate all other a c t i v i t i e s  
possible to effect the savings a n t i c i p a t e l  but should 
maintain personneL at the P o l k  Street o f f i c e  or at; a 
prcximate location tc a s s u r e  that t h e r e  is no lessening 
of the quality of s e r v i c e  provided to custoners naw 
using  the Polk S t r e e t  office. 

IT IS THEREFORE OXDERED that Commonwealth Edison Company be, 
and t h e  same is hereby, directed to inbinta in  customer service 
act iv i t rcs  at the P o l k  Street office or i n  t h e  a l t e r n a t i v e ,  
maintain customer service activities at a location proximate to 
the Polk Street o f f i c e .  I 

By tirjer of t h e  Commission thio 
1987. 

day of 

(SIGNED) M m Y  3. EIJSHNELL 

Chairmzn 
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